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This study examined the influence of information overload, role ambiguity and 
transformational leadership on communication effectiveness in a telecommunication 
company. Specifically, the objectives were: (1) to examine the influence of information 
overload on communication effectiveness; (2) to examine the influence of role ambiguity 
on communication effectiveness; (3) to examine the influence of transformational 
leadership on communication effectiveness. In this cross-sectional study, 250 employees 
were the targeted sample. The independent (i.e. information overload, role ambiguity, and 
transformational leadership) and dependent variable (i.e. communication effectiveness) 
were measured via standard questionnaire that adapted from previous studies. The data 
obtained were analyzed by using the software of Statistical Package for the Social Science 
(SPSS) version 21. The regression results indicated that communication effectiveness was 
influenced by three variables; information overload, role ambiguity, and transformational 
leadership. It was found through the study that role ambiguity was negatively correlated to 
communication effectiveness. Meanwhile, transformational leadership and information 
overload were positively correlated to communication effectiveness. Contributions, 
limitations, and implications of the study are also discussed.   















Kajian ini dijalankan untuk mengkaji pengaruh lambakan maklumat, kekaburan peranan,  
dan transformasi kepimpinan terhadap keberkesanan komunikasi dalam sebuah syarikat 
telekomunikasi. Objektif kajian ini secara khususnya adalah: (1) untuk mengkaji pengaruh 
lambakan maklumat terhadap keberkesanan komunikasi. (2) untuk mengkaji pengaruh 
kekaburan peranan terhadap keberkesanan komunikasi. (3) untuk mengkaji pengaruh 
transformasi kepimpinan terhadap keberkesanan komunikasi. Terdapat 250 pekerja telah 
dikenalpasti dan menyertai kajian ini. Pembolehubah bebas (lambakan maklumat, 
kekaburan peranan dan transformasi kepimpinan) dan pembolehubah bersandar 
(keberkesanan komunikasi) telah diukur dengan menggunakan soal selidik yang telah 
diadaptasi daripada kajian terdahulu. Data yang diperolehi telah dianalisa menggunakan 
perisian SPSS versi 21. Analisis regresi menunjukkan bahawa keberkesanan komunikasi 
dipengaruhi oleh tiga pembolehubah: lambakan maklumat, kekaburan peranan dan 
transformasi kepimpinan. Dapatan kajian mendapati bahawa kekaburan peranan dan 
transformasi kepimpinan berkorelasi positif terhadap keberkesanan komunikasi, kecuali 
lambakan maklumat. Kajian ini juga membincangkan implikasi dan limitasi kajian.  
 
Kata kunci: Keberkesanan komunikasi, lambakan maklumat, kekaburan peranan, dan    
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1.1 Background of Study 
Communication effectiveness plays a vital role in functioning any organization. Sharing 
ideas, understanding issues and solving issues become a major task in almost every 
industry. Communication is an exchange of information or ideas between a sender and 
receiver (Widhiastuti, 2012). According to Ince & Gul (2011), communication 
effectiveness reinforces an employee to achieve the organizational goals. 
 Iloafu (2016) mentioned that management skills and knowledge of a task are 
conveyed to the employees through a good communication skills. Iloafu (2016) also 
stressed that communication is an essential element to function an organization 
performance. In other word, communication effectiveness increases an organizational 
relationship by achieving their goals.   
 Norfadzila and Ahmad (2016) describe communication as tool of developing 
relationship with one another via good interaction. They also point communication aids in 
exchanging and sharing information between two or more individuals. Based on National 
Graduate Employability Blueprint 2012-2017, Malaysia industry focuses on two categories 
namely, hard skills and soft skills. Hard skills comprises  time management, research skills, 
computer skills, internship and contacts with employers; Meanwhile, soft skills comprises 
communication skills, problem solving skills, self-confidence and attitude towards work 
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INFLUENCE OF INFORMATION OVERLOAD, ROLE AMBIGUITY 
 AND TRANSFORMATIONAL LEADERSHIP ON  
COMMUNICATION EFFECTIVENESS. 
 
This is a study conducted as part of my requirement to be awarded a Master of Human 
Resource Management from University Utara Malaysia. I kindly informed that you have 
been selected as a respondent for this study. It is estimated that answering the questions 



















There are five (5) sections in this questionnaire.  
SECTION A: Demographic Respondent 
The following questions are about your personal background.  
INSTRUCTION: Please tick (/) at the relevant answers.    
 
1. Age:  
18-25 years old             26-33 years old                    34-41 years’ old      
42-49 years old             50 years old and above   
                                                              
2. Gender: 
     Male           Female  
1. Race: 
     Malay         Chinese          Hindu      Others ______________ 
4. Educational Qualification: 
     Higher Secondary        Diploma         Under Graduate       Post Graduate 
5. Year of experience: 
      1-5 years               6-10 years          11-15 years           Above 15 years 
6. Income level: 
      1800-2500            2501-3200         3201- 4200           4201and Above 
7. Are you clear with organizational goals and objectives? 
      Yes       No 
8. Do you think communication important in your job? 






Please answer ALL questions. Indicate your choice by circle (o) the following scale for 




SECTION B: Communication Effectiveness 
        This section consists of question of Communication effectiveness  
 














1 2 3 4 5 










1. I frequently communicated with colleagues 
through phone conversations.  
 
1 2 3 4 5 
2. I frequently communicated with other colleagues 
through electronic mail. 
1 2 3 4 5 
3. There was much two-way communication 
between colleagues and myself. 
 
1 2 3 4 5 
4. The information provided by my colleagues was 
very useful for my work. 
1 2 3 4 5 
5. My colleagues always responded to my 
communication. 
1 2 3 4 5 
6. The information provided by my colleagues was 
highly relevant to my work.  
 
1 2 3 4 5 
7. My colleagues provided me with a large amount of 
feedback. 
 
1 2 3 4 5 
8. I frequently communicated with colleagues 
through scheduled one-on-one meetings (face-to-
face). 
1 2 3 4 5 
9. I am very satisfied with the content of the 




SECTION C: Information Overload 


















1. I am often distracted by the excessive amount of 
information available to me for decision making. 1 2 3 4 5 
2. I find that I am overwhelmed by the amount of 
information I have to process on a daily basis. 
 
1 2 3 4 5 
3. Usually, my problem is with too much information to 
synthesize instead of not having enough information 
to make decisions. 
 
1 2 3 4 5 
4. I feel that in a more connected environment, my 
attention would be distracted and become less 
productive. 
 
1 2 3 4 5 
5. I often find myself overwhelmed because technology 
has allowed too many other people to have access to 
my time. 
 
1 2 3 4 5 
6. I waste a lot of my time responding to emails and 
voicemails that are business-related but not directly 
related to what I need to get done. 
 
1 2 3 4 5 
7. The availability of electronic communication has 
created more of an interruption than it has improved 
communications.  
 




SECTION D: Role Ambiguity 





















1. I have to do things that should be done  
differently. 
 
1 2 3 4 5 
2. I receive an assignment without the 
manpower to complete it. 
 
1 2 3 4 5 
3. I have to buck a rule or policy in order to 
carry out an assignment. 
 
1 2 3 4 5 
4. I work with two or more groups who 
           operate quite differently. 
1 2 3 4 5 
5. I receive incompatible requests from two 
or more people. 
1 2 3 4 5 
6. I receive an assignment without adequate 
           resources and material  to execute it. 
 
1 2 3 4 5 
7. I work on unnecessary things.  
 




 SECTION E: Transformational Leadership 
















1. My team leader expresses confidence that goals will 
be achieved. 
1 2 3 4 5 
2. My team leader talks about the importance of team 
values. 
1 2 3 4 5 
3. My team leader talks optimistically about the future. 1 2 3 4 5 
4. My team leader sets high standards. 1 2 3 4 5 
5. My team leader specifies the importance of having a 
strong sense of  purpose. 
1 2 3 4 5 
6. My team leader spends time teaching and coaching 
team members. 
1 2 3 4 5 
7. My team leader goes beyond self-interest for the 
good of the team. 
1 2 3 4 5 
8. My team leader emphasizes the importance of having 
a collective sense of mission. 
1 2 3 4 5 
